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Contractor shall incorporate the comments and deliver b final management plan withia . 
fifteen (1 5) working days after receipt of the DOS comments. 

CJ pOS/CAYPFT STANPAKPS 

The Contractor shall comply with DOS/CA standards set forth in the puhlicatibnsand 
• manuals listed in this section. The following DOS permeations, contain Consular Affairs 
Policy Procedures: 

• Foreign Af&irs Manual (FAM) (as a'pplicahle) 

• Foreign Affaire Handbook (FAH) {as applicable) 

• Internal Controls Standards Manual 

The following DOS manuals apply to Systems Operations: 

• Foreign Affairs Handbook (FAH), (^applicable) 

• Foreign Affairs Manual (FAM) (as applicable) 

CS.1 Internal Controls 

The DOS requires doe Contractor to adhere to DOS and U.S. Government established 
Internal Controls Procedures. The coDtaaetorshall itopl^^ 

such Internal Controls Procedures the DOS determines to be appropriate. The Assistant 
Director or Assistant Regional Director will be the Internal Controls Officer (TOO) at the 
Passport Agencies, Centers, and Facilities .with full responsibility and authority for 
coordinating an effective program. 

Passport Services has a vigorous Internal Controls Program (ICP) which has the dual 
tasks of: (a) defining areas where procedures, eqmprnent, or personnel practices leave the 
system vulnerable to waste, fraud or mismanagement, and; (b) devising and operating 
methods of overcoming or at least nunimjzrng those vulnerabilities. 

The ICP, -which is continually updated, identifies broad categories of vulnerabilities as 
well as specific items within each category that will be monitored hy the ICQ. 

C.9.1.1 AdfodicatiMt (novernroent Task- Prov ided for edification nnrnoses anlv) - 

Specific concerns within the general area of adjudication include: 

• Citizenship manuals and other reference material complete and up-to-date 

• Unannounced adjudication audits performed oil schedule and documented 

• Anti-fraud reference and training material current and secured 

• Ongoing review and refinement of fraud pattern profiles 
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• .Review and documentation of lost/stolen., ngt receive*!, and returned passport 
cases 

• Retention and security of documentation with cases 
■ Security of agents' signature stamps 

C9.L2 ttauance Procedures/Off-hne Cases (Government Task- Provided for 
ftfification Dnriootea only) 

The integrity of the issuance process must always be controlled and protected. 
Vulnerabilities occur at aU stages of the process but particularly during out^of-the- 
ordinary situations. Specific concerns arc: 

• Off-site execution of applications 

• Walk-through procedures/approval 

• Duty officer case oversight 

Approval procedures for Reissues, Refiles, Replacements 

G9.1.3 Blank Passport Book Control 

Blank passport books have a high value in the criminal world of identity document 
vending. Specific concerns are: 

' • Receipt of blank passports into controlled area and mtaediate verification of 
shipment 

• Daily assignment of bl ank passports 

• Employee use of appropriate repositories for securing blank passports 

• Daily verification of all books assigned from the vault as either returned, issued, 
or destr qyed/rej ected 

• Daily mvcntOry of blank passports 

« Visa pages, laminate control, and usage procedures 

• Controlied access to hookprint area 

As part of the Contractor's Internal Controls Plan, detailed plans must be developed to 
control ihe flow of blank passport books within the Passport Agencies, Centers, and 
Facilities. 

CAM PflssporfflPASScard Book Pest ruction 

Passports/cards spoiled during the issuance process are to be shredded ui accordance with 
the interim instructions in the Internal Controls Standards Manual. Procedures for 
monitoring, documenting, and frequency of shredding will be established by "the ICO in 
compliance and conformity with DOS instructions,. Specific concerns are: 
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• Recording the nufnbor and cause of spoiled/defective books/cards. 

• Daily shredding of spoiled/defective books/cards 

• Documenting and monitoring shredding of books/cards 

• Monthly Daily accounting of shredded passports/PASScards 

NOTE: eP&sspbrts that are GPQ errors, will be inventoried, boxed and shipped back to 
GP0 for credit. 

C.9.1.S frame Clearance rGovlrnment Task- P rovided for edification purposes 
onrvi 

Strict adherence to name clearance procedures is critical so that passports are not 
inadvertently issued to subjects of the hold file; Specific Concerns are: 

» Compliance with requirements on what must be cleared 

• Handling of sensitive information from files 

• Contrpl of access to Exceptions: Processing 

C.J.1.6 Physical Security - The protection of U.S. Government assets feqimes' diligence 
onthcr^ofallcoiJU-actors. Specific concerns are: 

New contractors are briefed on internal controls by the company Internal 
Controls Officer 

Contractor and visitor access to general work areas during and after work hours 
is restricted and monitored 

Prompt removal of access codes when contractors depart or bo longer need 



Strict control and accountability of ID cards and access cards 
ScheaMed password changes 

Procedures for opening/safeguarding locked areas are current, understood by 
employees, and monitored 

Closing procedures are current, understood by employees, and monitored 
Emergency evacuation rnocedores are current, understood by contractors, and 
drilled periodically 

Ckmrputer system accc^seeurity preesrtrres are current, monitored, and 
understood by contractors 

Security procedures for computet programs, printers, stamps, larrrinates, and 
any other passport issuance products are current^ understood by contractors, 
and monitored 

Issued: applications are safeguarded; copies of appli^ions^ttarmente arc 
destroyed 
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• Procedures are in place for safeguarding issued passports pre-rd eased to 
USPS, courier services, or will-call public 

C9.1.7 Supplies/Equipment - The materials and equipment used to produce the 
passport and operate the Centers and the PasspbrtAgencjes are subject to the following 
specific concerns: 

> Supplies needed to issue passports are safeguarded and maintained at sufficient 
inventory levels 

• Expendable and, non-expendable supplies and property are controlled and. 
inventoried 

• Employee behavior with equipment and supplies are monitored to prevent 
unintended damage from food and drink spills, tobacco smoke, fire, or 
electrical overloads 

C9.L8 Fundi Collected 

The careful accounting of collected fees and monies held within the Passport, Agencies, 
Centers, or Facilities must be an on-going process. Specific concerns are: 

• MeuWd funds are received (i.e. through the mail or lockbox) 

• Verification procedures 
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CIO GLOSSARY OF PASSPORT TERMINOLOGY 

This section provides a glossary of passport terminology as pertains to tbe contract. 
abroad - any foreign country. 



nttem amx&atitv - authorized Federal and State Courts* Post Offices, public fibrarios, 
and other local government offices Where a person can have a passport application 
executed: Acceptance facilities forward the applications through the Lockbox facility to 
an assigned Regional Passport Agency for adjudication and issuance of the passport. 
There are over &,5Q0 facilities located nationwide. 

affiant - a person who sweats to the verity of a statement effect orfacts. 

affidavit - a sworn written statement of fctct(s). 

alien- one owing ad legiance to another country; a foreign-bom resident who has not been 
rjatoralizcd and is still a subject or citizen of a foreign country. 

amendment- an action taken after a passport has been issued that changes some ; part of 
the original data in the passport. The most common example of an amendment is a 
change of narne, usually following, marriage or divorce. 

arolicant - a person who applies for a passport. 

authorized agent - any person designated by the Secretary of State to gte oaths for 
passport purposes. TiiefonowmgisTOfiuthorized: a passport agent,.* clerk ofany 
Federal Court, a clerk ofany State Court of record, or a judge or clerk of any Probate 
Court, a postal employee designated by the postmaster at a post office which has been 
selected to accept passport applieationSi a rfiplewaticoi consular officer abroad, or any 
other person specifically designated by the .Secretary of State 

bearer - the person in whose name a passport is issued. 

* 

citizen - a person who owes allegiance to. a country and. m return, is granted lull 
privileges and protection by that country. All U.S. citizens are U.S ftatiOnalS. but all 
nationals are not U.S. citizens (see "national"). In general, the word -citizen wilt refer 
to a citizen U.S. national. 

CLASS (Consular Lookout Support System) - a data driven system that is checked before 
issuance of a U.S. passport and Consular Report of Birth Abroad (CRBA). 
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CLASP (Consular Lost and Stolen Passports) - Computer system/database designed to 
capture issued lost and stolen passport, information. 

clerk of court - a clerk of any recognized court such as naturalization court. 

consul - an official appointed by or with thcauthorrry of a government to. reside ina 
foreign country to represent the interests of titaens of the appoinrrng country. 

country of foriiier nationality - the last country of which a person was a citizen. DO NOT 
CONFUSE THIS WITH "PLACE OF BIRTH". 

data cage - the passport page that contains the applicant's descriptive information, 
(currently non-machine-readable passports - page 2, machine-readable passport - inside 
front cover). 

dropoff . a term that refers to a system whereby applicants eligible to use form DS-82 do 
not have to wait, in line at a passport agency to submit their applications. 

DS-11 - Application for U.S. Passport or Registration (first time passport application 
form). 

DS-82 - Application for. Pqssport ty Mail (renewal of previous passport form). 

endorsement - a stamped or typed notation placed in a passport. 

expedite fee - a $60.00 fee charged for processing urgent passport applications. This, fee 
provides for. passport.processing within three business days of receipt it the Centers, or 
arry regional passport agency. Expedited services are available only to those who need to 
travel on an urgent basis, tan documeM imminent departure, and are willing to pay the 
$$0.00 fee. This fee docs not include the cost of expedited delivery or mail service. 

execute - to complete the requirements giving validity to a passport application; a 
requirement for all DS-1 1 applications. 

hit - term used to identify a valid bold, 

hold - term used to identify those applications that upon being sent ihrough multiple 
databasesi contain disqualifying rhibrmaticn. 

inclusion- a spouse or minor child(ren) included in the bearer's passport. This practice 
was discontinued January 1 U I981;aUU.S. citizens and nationals must apply for 
individual passports. 
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jp (in process) - database which allows the TDJS-PD system to check all other agencies, 
to see if subject is current applying for a passport at other passport agencies at the same 
time. 

JRL (Informational Response Letters-) - letters genetated to passport applicants or 
passport acceptance facilities to i provide requested information, request additional 
• information or documentation^ 01 follow-up on issues: with passport acceptance facilities. 

known-as names, - a name which has been assumed by the applicant without a court order 
panting a legal name change and is used by the applicant in addition to his/her legal 
riarne. May also be referred to as an assumed name or unofficial name change. 

laissez-passfe - travel document issued by the United Nations to its members traveling on 
official business ;as a result of a convention adopted on February 13. 1946. It is 
recognized and accepted as valid by authoritieaof member states. 

machinerreadablfe passport fMRP) - These ace passports prepared on the TDIS-PD 
systems that canoe read by an optical diameter reader (OCR). Passport issued in this 
manner can be machine read at points of entry into countries. All passports, issued 
domestically by Passport Services arc machine readable passports, 

minor- an unmarried person under the age of 1 8 years. 

MTV (Multiple Issuance Verification! - checks applicant name against me PRISM 
database once the passport attention is entered into the TDIS-PD system hi order to 
identify multiple, passport issuance. 

national - a person owing allegiance; to a country. There are two types of nationals - a 
U.S. citizen and non-citizen national, A U.S. citizen national owes allegiance to the US. 
and is granted all privileges and government protection afforded by citizenship. A non- 
citizen US. national owes allegianceto the US, and is granted government protection, 
however, does not enjoy full privileges granted to citizens* eg., she/he cannot vote in 
U.S. elections: In general, the word *Wionar will refer to a non-citizen national. 

national call center - responsible for answering all inquiries and status checks, regarding 
U.S. passports, providing general and specific information to passport applicants. If 
further information is heeded, the Ball center will contact the appropriate Passport 
Agency or Center via ErMail and that Agency or Center will in turn contact the applicant 
within 24 hours. 

naturalization court - a court authorized to exercise lateralization jurisdiction. 
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PASSCaid - a government document issued by the United States DoS to its citizens 
attesting to the nationality, citizenship, and identity of the person Or persons to whom ft is 
issued. Optional for some international travel. 

passport- a government document issued by a country to its nationals/citizens attesting to 
the nationality, citizenship, and identity of the person or persons to whom it is issued. 
Required for most international travel. 

passport agent - a person designated by the US. Department of State to accept passport 
applications. 

passport issuing office - the passport office or agency or U.S. Embassy or Consulate in a 
foreign country authorized to issue passports, 

pink - a DS-82, Application for Passport by Mail, renewal form. 

potentially valid - a term used in reference to an expired passport, "which has an 
expiration date of less than the normal life of the passport It may be extended to lull 
validity upon completion of the requirements set forth in the limitation. Therefore, if the 
passport was issued . less than 10 years ago (5 years for minors), it is said to have 
potential validity". 

PRISM (Passport Records Information System Management) - as of April 1999, all 
issued passport-applications are entered {scanned) into this system, which allows for 
applications with photograph fo be viewed. 

suspense- the act of or the processing area within an agency in which an application is 
held pending receipt Of additional information prior to issuance, extension or amendment 
ofthepassjiort. 

TD1S-PD - Travel Document Issuance System-PhotodigitizjrtJQii. This computer system 
produces machine readable passports using personal computers linked via a local area 
network. 

valid - a document which has not expired. 

visa - a stamped or printed entry in the passport of an alien allowing the person to enter 
the country issuing the visa and to remain therefor a specified period of time. Most visas 
usually contain restrictions, limits: or conditions of travel, these are always issued by the 
government of th6 country that the traveler wishes to visit 
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visa pages - the pages of a passport on which visas, entry/exit stamps arc pbced. Extra , 
pages may be added if (he original pages ait filled or nearly filled and the passport is still 
valid. 

VRRS (Vital Records Reporting System! - VRRSis the resident database For the 
Department's Consular Report of Birth Abroad (FS-24Q) records. VRRS enables a record 
to be annotated to reflect the Subject's current citizenship status and to be amended to 
reflect changes: or corrections in the vital daft. The system also provide? for the issuance 
of replacement copies of the FS-240 report as well as the CertificaUon of Report ofBirtb 
(DS-1350). 

waiver - permission granted to allow a U.S. citizen to enter into or depart from the U.S. 
without a valid passport. 

waiver fee - the monetary amount charged for Gwerriment services provided to person 
who has been granted a waiver. 
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C.11 PERSONNEL REQUIREMENTS 

i 

This section describes the personnel functions, clearance requirements, and educational 
and experience requirements that the Government considers the minimum essential 
requirements for satisfactory contract performance. In some cases, preferred but not 
required personnel qualifications are also slated. The Contractor shall assign personnel, 
at all levels, with technical experience, training, and/or education commensurate with the 
assigned tasks. The Contractor must propose enough staff fa satisfy all required staffing 
categories a&deseribed in Subsection C.4. 

Unless otherwise noted, experience may be substituted for the educational requirements 
On the basis of one year of experience for. one year of college. KEY PERSONNEL 
MUST MEET ALL REQUIREMENTS. The GoTrtractbr shall indicate where experience 
has been substituted for education. Additionally, the Contractor must show that the 
experience level substituted for education exceeds the basic experience requirements. 
The contractor must have people for these positions employed or with employment 
agreements established at the rime of bid. The Contractor shall providepersonnel for the 
Key positions stated in Section H, Key Personnel. Additional position descriptions and 
modifications and/or reductions of existing descriptions may be required. 
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Job Title: CONTRACTOR OPERATIONS MANAGER f CENTER* (KEY) 

FUNCTIONS: Organizes, directs, and coordinates planning and production of all 
contract support activities Centers. Must demonstrate excellent communications skills 
• with all levels of management and interfaces with Government Personnel including the 
Regional Direetpr/CQR, the Assistant Regional Director, and Contracting Officer- 
Implement* the Management Plan and Corporate Quality Assurance policies to 
effectively direct contract support activities to ensure satisfactory conformance with 
contract provisions. Assigns, Schedules, and reviews work of supenrisory staff. 
Interprets policies, purposes, and goals of the organization for subordinates. Monitors 
contractual expenditures and ensures that established budgets are not exceeded. 
Develops and maintains succinct reporting methodology to ensure the Regional 
Director/COR,, Assistant Regional Director, and Contracting Officer are mfbrmod. Must 
be capable of negotiating and making btoding decisions for company. 

CLEARANCE: Secret or as specified by the Go yertnient 

EDUCATION: A Bachelor's degree fjoman accredited University or college in a 
related field such as Business Admidstratipn or Management 

EXPERIENCE: 
REQUIRED: 

I • Minimum of fifteen (15) years of progressive management, experience in a tangible 
j goods production environment or high volume case processing. 

• Minimum of ten ( 1 D) years of managernent/supcrvisory experience at a company or 
facility of the Size and scope Of CPC or NPC. 

• Ability to ptepare management, business, technical, and personnel reports,, reviews 
and documents for internal and external use. 

PREFERRED: 

• Advanced Technical/Business Degree. 

• Experience in managing a seasbnalAempoiarywflAfojce- 

• Four (4) years experience in a WAN/LAN environment. 
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Job Title; ADMINISTRATIVE OFFICER f CENTER) (KEY) 

FUNCTIONS: Under the (fcrection of the Contractor Operations Manager, manages the 
financial, procurement ofnon hardware and software specific items, and administrative 
elements of the contract Mamtains expense oversight of contract Assures correct and 
timely billing efjeosts. Controls receipt and processing of contractor and subcontract^ 
fime sheets and leave records. Maintains accurate inventory of office supplies and 
replenishes as necessary . Ensures accurate and timely delivery of supplies, and maintains 
adequate supplyjevels at the Centers. Knowledge of government procurement 
regulations and priority sources required. Prepares spreadsheets and other regular and 
interim reports to management as required. Requned to actively participate with teams, 
for continuous, quality improvement. Maintain overview of all security operations and 
clearance requirements for Centers. Be familiar with att building needs, safety and 
evacuation procedures- Responsible for Petty Cash account Coordinates activities with 
all other section? of fecility to obtain information and facilitate administration* 

CLEARANCE: Secret or as specified by the Government 

EDUCATION: An Associate's degree from an accredited university or college, such as 
a degree in Accounting or Business Administration. 

EXPERIENCE: 

REQUIRED: 

• At least three (3) years progressive supervisory experience, with two (2) years as 
office manager and/or accounts receivable^ayable aapprvjsor. 

• Thoroughly experienced in the use of a PC for word processing, data entry and report 
development 

• Knowledge of applicable Labor and Health reqtiirctnents and 
Employment Security. 

• Knowledge of postal requirements and equipment. 

PREFERRED: 

• Four (4) year college degree in Accounting, Business Administration or related field. 

• Experience admimslerrng goven^ 

• Knowledge of New Hampshire Job Training CounciT (for NPC only). 
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Job Tttle: PRQjCESSING S ECTION MANAGER (CENTER) fKEY> . 

• FUNCTIONS: Plans, directs and coordinates the daily activities of mail open, image 
eapture, image review, cashiering,, bc^kprint/cardprint, and quality control. Plans and 
establishes procedures, and methods to meet changing processing requirements. Assists 
in me preparation of plans to ensure that a sufficient number of additional temporary and 
seasonal employees are recruited to meet fluctuating workload requirements, partienlariy 
during the peak seasons Assures mat a sufficient inventory of passports and other non- 
hardware and software specific supplies are on hand tp meet current and anticipated 
demand. Develops and implements procedures to ensure mat passport applications am 
processed according to prescribed guidelines and processing deadlines. Reviews 
production reports-. The inarabentmrtst resolve all ad^ 

operating problems associated with management of these processing functions in order lb 
assure timely issuance of passports. 

CLEARANCE? Secret or as specified by tbe Government 

EDUCATION: A Bachelor's degree from an accredited university or college in a 
related field such as Business Adrrdhistradon or Management 

EXPERIENCE: 
REQUIRED: 

I • Minhnuro often (10) years of progressive management experience in a tangible 
! goods production environment Or high volume case processing, 

• Minimum of five (5) years of experience working in an environment involvbg PC 
hardware and software, ir^udin&LANs and WANs. 

• MintnMUn of five 0) years of rnanagerhent experience in staffing a 
seasonal/temporary work forte. 

• Ability to prepare management, business, technical, and personnel reports, reviews 
and documents for interna] and external use. 

FREFERREDr 

• Minimum of five (5) years experience in government (management). 

• Quality Assurance experience. 
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Job Title: DATA MANAGEMENT SPECIALIST (HQ SUPPORT! (KEY) 

FUNCTIONS: Hinder the direct oversight of a government rnanager^ provides expert 
guidance and support including the identificurkm aad rectification of errors, across the 
range of data processing functions. Ensures the integrity of systems and data. Works 
cooperatively with systems administrators to support and maintain applicable systems. 

Must meet department standard requirements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceeds these standards. Must willingly 
adapt to changes; in procedures and assignments. Readily adjusts. to new situations and 
responsibilities. 

CLEARANCE: Secret or as specified by the Government 

EDUCATION: A Bachelor's degree from an accredited college or university in a 
related technical -field such as Computer Science -or Information Systems. 

EXPERIENCE: 

REQUIRED: 

• A minimum Of three (3) years of ADP experience including large scale database 
management, interface and configuration. 

• A minimum of :two (2) years of UNIX. 

• A rnirdrnum pf two (2) years of data communications protocol and procedures. 

• A minimum of one (I ) year of scanning software arid hardware experience. 

■ A minimum of two (2) years tnanagerr^t/stmervisory experience. 

• A minimum of two (2) years LAN/WAN and imcrocomputcr cconrnunications 
experience. 

• A minimum pf three CI) years hands-on PC use and troubleshooting experience, 
relevant network rMtgrarnming languages and DBMS software experience. 

PREFERRED: 

• An advanced degree in a related fi eld- 

• Experience in working in a government contract environment. 

• Experience in training and writing documentation. 

■ TDIS-PD experience. 
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Job Title: ARCHITECTURAL CONSULTA NT fUO SUPPORT) fKEY) 

FUNCTIONS: Thcprofessional intbil&itresponsibfe far providing consultative 
• assistanoeto PPT/TO/SS/FM staff. Interfaces with senior CA, PPT, and field agency 
management, with government architects and engineers in A/QPR/RPM and GSA, as 
well as with security engineers in DS/DO, with private .sector A&E firms under contract 
to GSA or RPM, and with private sector vendors of furniture and furnishings. 
Demonstrates high level negotiating and "meet and deal" skills. Has professional 
expertise and extensive experience in Architectural Design and Space Planning, and a 
high level of familiarity with the associated disciplines of Interior Design, Electrical, 
Mechanical, andlStrucuiral Ehgmeering. Functions, asthe Project Manager of PPT 
facilities, projects when required. Attends planning meetings; monitors project progress; 
is able to overcome obstacles to "on tone on budget" completion-. On behalf of PPT, 
reviews contractor proposals; sets of drawings and specifications prepared by A&E firms; 
shop drawings prepared by contractors. Ensures that CA/PPT requirements are correctly 
defined to and implemented by construction industry professionals for whom there are no 
CA/PPT counterparts. Provides drafting services for creating, printing, and rnodifybg 
drawings in AutoCAD that can be exchanged electronically via e-mail. Prepares formal 
design intent and construction documents, as well as professional to-scale sketches, for 
the purpose of c^rnmunicating and clarifying PPT requirements, not only to other 
government and private sector entities, but also to DOS management in briefings. 
Prepares furniture designs adapted to flodrplans, working closely with multiple furniture 
vendors. Must be able to travel frequently to domestic passport locations as required by 
the schedules for PPT/TO/SSfFM project!!: 

CLEARANCE: Secret or as specified by the Government 

EDUCATION: A graduate degree in Arclrirecrure from an accredited college or 
university. No substitutions. 

EXPERIENCE! 
REQUIRED: 

I • At least three years previous experience in providing architectural and space planning 
j consultative support to projects of a similar size and scope. 

PREFERRED: 

• At least three years previous experience in providing architectural and space planning 
consultative support to Passport Services. 
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GJU REPRESENTATIVE PERSONNEL 

The Contractor shall provide personnel for the following positions: 

Job Title: PASSPORT PROCESSING SUPERVISOR (CENTER! 

FUNCTIONS: Reports to Processing Section Manager. Plans, directs, and coordinate* 
the daily activities of the mailroora, cashiering, book print/card print, and quality control. 
Responsible for setting work priorities and assuring a smooth transition of all work 
between the various departments: Interprets policies and procedures and. establishes 
goals for subordinates. Conducts all training for department and reviews quality of work 
being coropletediby employees. 

Plans, directs* and coordinates the daily activities of the bopkprint/cardprint department 
Responsible for setting work priorities and assuring a smooth transition of all work 
between the various departments. Interprets policies and procedures and establishes 
goals for subordinates. Conducts all training for department and reviews quality of work 
being completed by employees; 

Leads a department of Quality Control Clerks in verifying the accuracy of passport 
books/cards, the quality of workmanship and ensuring the proper delivery of passports to 
applicants. Trains Quality Control clerks in work procedures, regulations, and proper 
postal requirements and assigns and reviews work of team members. Manages the 
completed. Issued Application room and ensures applications are properly filed and ready 
to transfer to Washington, DC Monitors subordinate employees' production for quality 
and quantify, and insures that all subordinate employees are informed of changes in 
postal regulations and policy and procedures of the department Responsible for the 
operation of tbe.auto mated Paragon postage machine and the coordination of all mail 
pick-ups by botbJthe Postal Service and private carriers. Interfaces wrffi the Processing 
Section Manager and the Goviemment Passport Specialist/Adjudication Supervisor. 

CLEARANCE: Secret or as- specified by the Government 

EDUCATION: A Bachelor's degree from an accredited university or college in a 
related field such as Business or Liberal Arts. 

EXPERIENCE: 

REQUIRED: 

• Basic personal computer skills. 
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SECTION C 

»ESCTimoWSP£CIFICATIONS/STATEMENT OF WORK 

• Minimum of six (fi) yearsof progressive supervisory experience in en office 
environment. 

■ Dtnrnnstrated ability to prioritize and organize simultaneous work flow duties. 

• Minimum of two 0 years experience in quality control. 

• Document ealanuriation experienee. 

• Knowledge of postal Tegulatiensand demonstrated ability to prioritize and organize 
tasks. 

PREFERRED: 

• Minimum of four (4) years experience in CfovernmemOnanagemerrt). 

• Experience "working in an environment in volving PC Hardware and software, 
including LANs and WANs. 
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SECTION C 

DESCRIFnON/SPECinCATlONS^TATEMENT OF WORK 
job Title: PAS. ^PORT PROCESSING SUPER n^J^EAM LEADER (AGENCY) 

■ 

FUNCTIONS; Plans, directs, and coordinates the daily actrvitiesof mail open, CHShier, 
image capture, linage review, data entry, tookprfotrcardprrat, and quality control Plans 
and establishes procedures and method* to meet changing processing requirements. 
Responsible for setting work priorities and assuring a smooth transition of ell work 
between tihe various departments. Ajfeuxes that a sufficient inventory ofpassports and 
other supplies are on hand to meet current and anticipated demand. Reviews production 
reports. Interprets policies and procedures and establishes goals for sabortmates 
Conducts all twining for department and reviews quality of work being completed by 
employees. Resolves administrative, personnel, and operating problems associated with 
management of ibese processing functions in order to. assure timely issuance pf passports. 

CLEARANCE:] Secret or as specified by the Government 

EDUCATION: A Bachelor's degree from an accredited university or.college in a 
related field such as Business or Liberal Arts. 

EXPERIENCE: 

REQUIRED; 

• Basic pcrsonkJ comparer skills. 

• Minimum of six (6) yeats of progressive supervisory experience m an office 
environment. . 

• DemoTmratedabmtytoTOToritize andorganize simultaneous workflow duties. 

• Minimum of'twO (2) years experience in quality control. 

• Document e)Utrnination experience. . 

• Knowledge of postal regulations and demonstrated ability to prioritize and organize 



PREFERRED: 

• Minimum of four (4) yeats experience in Government (management), 
. Experience working in an environment involving PC hardware and software, 
indndingLANs and WANs. 
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SECTION C ' 
DESCRIPTlON/SPECOTCATIQNS/STATmENT OF WORK 

Job Title: PASSPORT SUPPORT ASSOCIATE SUPERV lSORfSV (CENTER) , 

FUNCTIONS: Leads a team of passport support-associates in dete^iromngthe validity 
of passport applications and support material in order to effectively recommend 
processing of requests for completion. Facilitates quality improvement programs and 
ensures customer service levelsare met or exceeded. Maintains flexibility to learn and 
• assist within each passport operation as required by workload Remands. Trains associates 
in. work procedures, regulations and passport documentation requh^ments and assigns 
and reviews work of team members. Advises associates in detorminations regarding 
complex Oi unusual cases andmpnitors the quality and quantity levels of the work. 
Develops work assignments and ensures that all subordinate associates are informed of 
changes in law, regulation, policy and procedures affecting their work and such changes 
arc understood and implemented. Evaluates performance periodically of subordinate 
associates and informs employees of their progress in improving performance,, and 
counsels employees encountering performance difficulties and monitors: their progress. 
Makes recommendations for associate advancement or termination. Required to actively 
participate with teams for continuous quality improvements and ensures passport 
applications arc documented accurately and completely. Clarifies requirements in teams 
with Government Passport Specialists and assures timely refuse of application 
processing. Prepares^marnigeroent reports on performance and trends in production. 
Displays constant awareness of fiaud indicators and coordinates updates of fraud 
detection procedures with Government Fraud Prevention Coorthhator, Drafts and 
proofreads material and correspondence as required for management team. Effectively 
communicates with all section managers and takes initiative m addressing procedure 
revisions, personnel issues and workflow problems. 

CLEARANCE: Secret or as specified by ^Government 

EDUCATION: Bachelors degree from an accredited university or college in a related 
field such as Business Admmistrati on or Liberal Arts. 

EXPERIENCE: 

REQUIRED: 

• Basic personal computer skills. 

• Minimum of live (6. years office experience including two (2) years supervisory. 

• Etempostrated capability to analyze facts, evaluate information, and draw, conclusions. 

• Documentation examination experience and government contracting experience is 
desirable. 

PREFERRED: 

• Experience in Government tod Quality assurance experience. 

• Anti-fraud training or fraud detection experience. 
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SECTION C 

BESCRIFnON/SPEe^ OF WORK 



Job Tide: PASSPORT SUPPORT ASSOCI ATE - LEVEL. I (CENTER) 

FUNCTIONS: Under the direct supervision of the Contract. Management Team* 
performs various clerical and repetitive manual functions. Ability to operate machinery 
for scanning of documents. Base knowledge of current TDIS computer operating system 
to include crcanonof document hatcbeSi retrieval of individual application irrrmmation, 
data entry and generation of mailing labels. Musi be able to perform quality checks for 
standard fee information on individual applications. Ability to fellow prorset pattern for 
document sequencing; Knowledge ofbasic filing Skills to insert and retrieve application 
packages from file cabinets. 

MAIL OPEN 

• Verifying th$t all applications art included and fees are correct. 

• Prioritizing Applications by creating appropriate, batches, for Early Departures, EF and 
Same Day. 

• Pulling and preparing applications for scanning and processing. 

• Verifying batch count and reviewmg passport applications, monies, checks, early 
departures, postage, select occupations and Canadian addresses. 

• Recefying, sorting, delivering, prpcessbig and logging, regular postal mail. 

• r%ckmg.quality checked applications for sbipmem to pennanent file. 

■ Operating cdmpUttr equipment mclUdinglrnageTrac Scanner. 

SCANNING , . 

• Electronically scanning applications &r image capturing and orgamzuig m numerical 

batching order. 

■ Hectr^catiy rescanning questionable j^otosfbr i>aSsport ace^tability. 

IMAGE REVIEW 
» Image review photos for correct alignment 

• Reviewing Rhoto image quality for passport acceptability. 

BOOKPRINT/CARDPRINT 

- Mawtainmg control and accountability of all pas^rt pookarecinyediind returned. 

• Revievring application information for errors. 

• Removing or rejecting applications and passport nooks with errors: 

• Reviewlngprintfcd passport books for errors and quality. 
« Verifying individual book usage report- 

• Filling out and maintaining Book Print Batch Tracking sheets. 

• Prioritizing work (i.e., EFs and early departures along with regular batches). 

- Operating computer equipment, including passport printers, and being responsible Ra- 
the care 6f this.cquipment 
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SECTION C 

PESCaUPXION/SPEClFrGATIONS/STATEMENT OF WORK 



• Additional cardprint procedures as required 

QUALITY CONTROL 

• Checking data on passport vising optical character reader. 

• Detenttfoing^ceptabitfty of passport 

• Performing data entry function, and using the computer screen to verify correctness of 
data. 

• Printing correct passport endorsements and amendments as appropriate. 

• Generating address labels and attaching them to mailing envelope* and placing sealed 
envelopes into postal trays for mailing. 

Dffs/rwix; 

• Preparing and mafatauiing files for diplomatic check* on applications and 
transmitting information to appropriate "Twitf* department using office equipment 

HOLDS PRiEVlEW 

- Reviewing passport applications using TDIS to detect IPi PRISM, and class "Hits" w 
the MIV system. 

• Completing data entry of Canadian applications and solving ap code problems, 

APPLICANT RESPONSE MAIL SORTING 

• Counting incoming correspondence. 

• Placing apphW responses in alphabetical order by last name, in the proper box, to 
match up with pending application. 

• Detetminingthe "Attn: To" mail and distributing it to proper location. 

SEARCHING 

• Peeving ntforrnanc*^ 



• Loeating-me application and attaching the necessary papcrworJc for processing. 

• Verifying erroaU and being re^^ 

FILING 

• Collating correspondence to applicants. 

• Placing application in appropriate folder. 

« Filing the suspend applications in the correct order, following the written 
procedures *and policies. 

• Putting suspense files when a response is received. 

• Crenhjgrespcmsratodeteriiwietf^ 

• Batching suspense eases and responses into anew A/R batch. 
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SECTION C 

DESCW^ON/SPECmCATIQNS/STAttMENT OF WORK 

• Placing the application and documents in a batch and placing the batch on the floor to 
continue processing. 

» 

DATA ENTRY 
• . Entering information from application into data fields. 

• Reviewing aid document ing applications for issuance. 
MISCELLANEOUS 

• Assisting in training employees in the essential job functions, helping to constantly 
improve metraihmgproces^prij^ure. 

• Ensuring adherence to,internal <»ntmls by baclcmg out of personal informal 
screens and logging off computer terminals when not in use. 

• Securing of workstations and all documents at the dose of work shift. 

• Perforating other functions sis. requested by Managemeni Team. 

• Participating and assisting within each passport operation as required by the 
workload. 

Must meet department minimum requirements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceed those standards, Must willingly 
adapt to changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CXJEARANCE: MRPT or as specified by the Government 
EDUCATION: A high school diploma or equivalent. 
EXPERIENCE: 
REQUIRED; 

• Ooe (1) year of general work experience. 

• Basic personal computer skills. 

m Basic understanding of postal regulations. 

• Good hand tp eye coordination. 

• Capable of doing repetitive tasks such aS: lifting; standing, sitting, reaching, twisting* 
sealing envelopes, filing and reading. 

• Data entry ability. 

• Ability to work in one place and transverse the office on a eontinuitig basis. 
■ Ability to transport 30 lbs. 

• U.S. Citizsanihip. 
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SECTION C 

DESCRIPTION/SPECIFICATIONS/STATEMENT OF WORK 



PREFERRED: 

« Minimum of two (2) years of experience iji an office environment. 
• Minimum of one (1) year of experience working in an environment involving PC 
hardware and software, including LANs and WANs. 



SAQMMA08D0Q51 



- 151 - 

UNCLASSIFIED 



UNCLASSIFIED 



SECTION C 

DESClUPTION/SPECtFICATlONSOTATEMENT OF WORK 



Job Tate PASSPORT SCTPORT ASSOCIATE - LEVEL B (CENTER) 

• 

FUNCTIONS: Under the direct supervision of the Contract Management Team, 
performs various, clerical functions, operale&and uses various types of machinery (to 
rodude mail metering machine and passport printers). Must have a basic knowledge of 
current TDIS-PI? computer operating system. Ability to determine quality and 
correctnesa of prepared passports and maintain issued applications in an orderly and 
traceable ; fashion. Pcrf&rm searches as requested for customer applications and use 
tronhleshootiog skills in connection with information given by the TDIS-PD inquiry 
screens; contact customers by phone for verification of mailing address and/or. data 
information. 

BOOKPRINT/CARDPRINT 

• Reviewing application information far errors. 

» Removing PS rejecting applications and passport books/cards with errors. 

• Reviewing application formation and printing passport took/card using, passport 
printersi 

• Reviewing printed passport bcoks/eaids for quatity. 

■ Verifying individual bookv^card usage reports. 

• Filling put and maintaining JB<M^e^ Print Batch Tradci^ 

• Prioritizing work (ie., EFs, and early departure) along with regular batches 

• Operating, computer equipment including passport printers. 

• Ganging of foilfoTJbon and cleaning passport printers. 

• Maintaining control and accountability of all passport books/cards receivod/retumed 
and controlled waste. 

QUALITY CONTROL 

• ' Checking dab on passport using optical reader. 

• Determiningacceptabitity'of passport quality. 

• Generating address labels and attaching them to mailing envelopes add placing sealed 
envelopes into postal trays for mailing. 

• Operating computer and office equipment. 

• The handling and mailing of expedite cases. 

• Metering completed mail through paragon machine. 

■ Support operations in the issued Application? room. 

• Assist Customer Service personnel with Poffit-of-Sale (PQS) device: 1 Q32 letter* to 
Acceptance Agents; Applicant refunds and EF invoicing; and working with ^Return 
to Sender". 
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SECTION C 

DESO«inriQN/§PECinCATIONS/STATEMENTOE WORK 



SEARCHING II 

• Troubleshooting information retrieved from the computef-screcn and manually 
searching to locate applications and documents within (he passport process. 

• Tract updating: Remove applicationfe) out of the computer system. 

• Second attempt searching and retrieving of applications. 

• Performing clerical duties. 

CORRESPONDENCE I 

• Contacting applicant for correct information. 

• Preparing Initial Response Letters $lRLs)as'o%e*tetihyad^ 

• Generating "Final Notice'* letters. 

APPLICATION PREPARATION I 

• Reviewing applications to ensure complete and correct citizenship, identity 
and address information is recorded as specified in the procedures, guidelines, and 
policies. 

• Canceling old passports, using hale punch and canceled stamp. 
mSPECTlON 

- Insuring data from DS-R2s, DS-ll b and DS-19* are recorded properly on the TDK- 
PD screen to include name, address, POB m and Social Security Number. 

• Insuring that name elearance, endorsements and feorrect mailing instructions are 
tnemded on TDIS-PD screen. 

POINT OF SALE 

• Generating a credit card payment from the customer. 

• Distributing completed batches to the cashier's office. 

• Verifying all'completed transactions and running designated reports. 

* 

MISCELLANEOUS 

• Assisting in training employee* in the essential job functions. Helping to constantly 
improve the banting rrocesVprOcedure. 

• Ensuringadberence to internal controls to include backing put of personal 
information screens and logging off computer terminals when not in use. 

• Securing of workstations : and all documents at the close of work shift. 

• Performing other functions is requested by Management Team. 

• Participating and assisting within each passport operation as required by the 
workload: 
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SECTION C 

DESCim^ION/SPECIFICATIONS/StATEMENT OF WORK 

Must meet dey^artmem minimum requirements for production levels* quatityi and job 
kno wledge and thereafter consistently rocri or. exceed those, standards. Mu^ willingly 
adapt to changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: MRPT or asspecified by die Gaytmaxat 
EDUCATION: A high school diploma or equivalent 
EXPERIENCE: 
REQUIRED: 

• Two (2) years of general officer experience. 

• Basic personal computer skills. 

• Basic understanding of postal regulations. 

• Good hand to eye coordination. 

• Capable of doing repetitive tasks such as: lifting, standb^.wtfing, reaching, twisting,, 
sealing envelopes, filing, and reading. 

• Data entry ability. 

• Ability to work in one place and transverse the office on a continuing baas. 

• One (1 ) year of computer experience obtaining information from a personal 
. computer. 

• Ability to transport 3Q lbs, 

• VS. Citizenship. 

PREFERRED: 

• Minimum of three (3) years of experience in an offiee environment 

• Minimum of two C^yeajs of experience 
hardware and sofltafcre, including LANs and WANs. 
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SECTION C 

DESGim^JON^PECIWCATlONSOTATEMENT OF WORK 



Job Title: PASSPORT SUPPORT ASSOCIATE -LEVEL in (CENTER) 

FUNCTIONS: iUader the direct supervision of the Contract Management Team, 
performs accounting functions, prepares letters,, reports and specialized correspondence. 
• Reviews documents completely and correctly utilizing laws, regulations and procedures 
pertaining to die issuance of a U.S. Passport Individual must have the ability to 
recognize and determine supportive documentation. The individual must also have the 
ability to comprehend and communicate the requirements for a passport in a professional 
and courteous manner over the telephone. 

DOCUMENT PREPARATION Et 

• ^ewir«PS-$2,PS-ri,.DS-19andre^ 

correct citizenship, identity.and address information is recorded as required in 
agency procedures, guideline^ ajndpoUeies. 

• Canceling expired passports using hole punch and canceled stamp. 

SUSPENSE 

• Performing JDocumerrt Review function on suspended applications. Filling out and 
affixing asuspensetag inmeating DOS letters to be sent to applicant Insuring TDIS- 
PD screen, is updated with the correct suspense iirformatton. 

HOLDS SUPPORT 

• Assisting DOS Passport Specialists with hold removal cases. Duties include 
reviewing dQCumentatiom fexing information, and nnu^^ 

DATA CORRECTS 

• Resolving data correct issues to mclude RTS, Rewrites and Re-issues, coordinating 
with DOS Specialists, and re-batch into the system. 

GEOGRAPHER 

• Researching place of birth issues utilizing maps and reference materials. 

• Utilizing phone to resolve questions with applications. 

REWRITE/REISSUES 
< Preparing application for issuance of a non-receipt of a passport. 
« Preparing applications for corrections of the issued passport 

• OcttJtacting^pncani to request the necessary documents. 

• Communicating with the cashiers office and coordination with Passport Specialist 
assigned to special task of reissuance. 
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SECTION C 

DESCHIPTION/SPEaFICATIONS/STATEMENT OF WORK 



PHONE SUPPORT 

• Requires laioWiedge of the laws, rules and regulations pertaining to eligibility for and 
issuance of a U.S. passport 

• Understanding the request for the. expedite service. 

• Handling complaint lettersrpbone calls. 

CORRESPONDENCE II 

• Knowledge qf a ?C to create, save and edit current Initial Response Letters 0RL) to 
clearly convey to the passport applicant which requirements have not been met for the 
issuance of their passport. f 

• Knowledge of Passport Info Forms to prepare Lookouts for the CLASS system as 
directed by the designated Passport Specialist. 

» Generate correspondence using the eomputer pcr direction of D OS Passport 
Specialists . 

• Preparing correspondence and application for abandonment. 
■ Returning applicants personal documentation. 

• Pinging application tor mature files. 

• Generating corrective correspondence far acceptance agents. 

E-MAIL 

• Requires a farniUarity wife electronic, mail so ftware programs (e:g., Microsoft 
Outlook) in order to retrieve, print, save and delete incoming daily e-rnail messages 
from the national call center; 

• Knowledge of passport terminology. 

• Interfacing with the national call center through e-rnail to resolve cases. 

CUSTOMER SERVICE EF SUSPENSE 

• Calling to applicants to request proper documents. 

• Assembling the mcorning correspondence with pending application. 

• Dealing with urgent requests by applicants, under the direction of a DOS Passport 
Specialist. 

CUSTOMER SERVICE EF/AR 

• Verifying all applications to determine the proper payment for expedite service. 

• Attaching the proper paperwork to application to continue the EF/AR process, 

• Creating expedited batches inTDlS-PD. 

• Generating DOS letters to EF/AR applicants. 
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SECTION C 

DESCRIPTXON/SPECIFie ATIOWS/STATEMENT OF WORK j 



RETURN TO SENDER 

• Receiving uiidelrverable passports, requesting issuejj applications from QC, and 
resolving mailing problems. 

• Utilising phone to resolve questions with applicants. 

MISCELLANEOUS 

• Assisting in tiaining employees in the essential job Sanctions. 

• Ensuring adherence to internal controls by. backing but of personal information 
screens and logging off computer terminals when not in use. 

■ Securing of workstations and all documents ai the close of work shift. 

• Performing other functions as requested Manageihent Team. 

• Participating and assisting within each passport operation as required be the 
workload. 

Must meet department minimum requirements for production levels, .quality, and job. 
knowledge and thereafter consjstendy meet or exceed Must Willingly 

adapt to changes, in procedures and assignments. Readily adjusts to flew situations and 
responsibilities. 



CLEARANCE: MRPT or as specified by the Government 

EDUCATION: A high school diploma or equivalent. 

(Associates or Bachelor's Degree preferred) 

EXPERIENCE: 



! 



REQUIRED: 

• Two (2) years of general office fcxperience. 

• Two (2) years of computer experience using a word processing program. 

• Basic understanding of postal regulations. 

• Good hand to eye coordination. 

• Capable of doing repetitive tasks such as: lifting, starring, sitting, reaching, twisting, 
scaling envelopes, fiiing and reading. 

• Data entry ability. .... 

• Ability to work in one place and transverse the office on a contmuing basis. 

• One (I) year of computer experience obtaining reformation from a personal 
computer. 

• Ability to transport 36 lbs. 
> U.S. Citizenphirx 
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SECTION C 

DESCRJPTION/SPBCIF1CATIONS/STATEMENT OF WORK 



PREFERRED: 

• Minimum of three (3) years of experience in an office environment. 
m Miiurniun of^ (2>ye^ of exj^^ 

hardware an<J software, including LANs and WANa. 

• Minimum typing speed of 45 WPM. 

• Experience with FAX and e-mail. 
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SECTION C 

DESCKIPTION/SPECHI CATIONS/STATEMENT OF WORK 

Job Title: PASSPORT SUPPORT ASSOCIATE ■ LEVEL IV CENTER) 

FUNCTIONS: Under the direct supervision of the Contract Management Team, 
provides support fc Fratwl Prevention and Customer Service Programs. Acts as* 
poiflt-of-contact for the passport lockbox facility* congressional offices, acceptance 
' agents, passport agencies and Field Operations. Has extensive knowledge of ritizertship 
and identify requirements for issuance of a U.S. Passport. Has thcability to comprehend 
complex and/or fraudulent applications. Also has die ability to provide clear explanatory 
information regarding the passport process ip congressional staff, Acceptance Agents, 
travel industry representatives and passport applicants. Consistently maimaicsa high 
level of professionalism in all internal and external eonmnrnications. 

ANTI-FRAUD ASSISTANCE 

• Providing information and support to all DOS Passport Agencies, Fraud Prevention 
Program Staff. 

• Making recommendations for the possible issuance of a U. S. Passport 

• Being able to differentiate between genuine and counterfeit documents for referral to 
the Fraud PreventiOnManager. 

• Preparing and mamtaining.a datahase fiJe for reookl keeping purposes, 

• Extensive; knowledge of citizenship and nationality laws, regulations^ policies and 
procedures on the re*juirements for issuance of a U.S. passport. 

• Knowledge of the correct procedures to transfer dctcuments between passport and 
Other DOS agencies as requested, inducting maintenance of records for all 
transactions.. 

• Performs PRISM checks and requesting copies as needed 

• Thorough knowledgeipf overall aflicc procedures. 

• Choosing among varying,metbods and procedures to process complex cases. 

• Maintaining a professional manner under highly stressful situations. 

CONGRESSIONAL LIAISON 
■ Conveys information on me law* a^ 

congressional offices, acceptance agents, travel industry representatives and the 

general pubfic . 

• Extensive knowledge of citizenship and nationality laws, regulations, policies ana 
procedures On the requirements. For issuance of a U.S. passport. 

• Maintains a professional manner under highly stressful situations, 

• Thorough knowledge of overall office procedures. 

• Individual is capable of choosing among varying methods and procedures to process 
complex cases. 
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SECTIQN C 

1)^ SO^TlON/SPECmCATlONS/STATIMENT OF WORK 

AGENCY LjASION 

• Conveys informatioo on the laws and recrements for passport issuance to 
congressional offices; acceptance agents, travel industry representatives and the 
general publie- 

• Knowledge Qf the correct procedures to transfer documents to other passport or DOS 
agencies; as requested, including maintenance of records for all transactions. 

• Performing PRISM checks and requesting copies as needed. 

• Extensive knowledge of citizenship and nationality laws,, regulations, policies and 
procedures on the requirements for issuance of a TJ.& passport. 

• Maintains a professional roam 

Must meet department minimum requirements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceed those standards. Must willingly 
adapt to changes in procedures and -assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: MRPT w as specified by the Government. 

EDUCATION: A high school diploma or equivalent 

{Associates or Bachelor's Degree preferred) 

EXPERIENCE; 
REQUIRED: 

• Three (3) years of general office experience. 

• Two (2) years of computer experienc e using a. word processiiig program. 

• Basic understanding of postal regulations. 

• Good hand to eye coordination. 

• Capable of doing repetitive tasks such as: lifting, standing, sittmg,teachmg, twisting, 
sealing envelopes, filing and reading, 

• Data entry ability. 

- Ability to work in One place and transverse the office on a continuing basis. - 

• One year of computer exigence obtaining information from a personal compuier. 

• Ability to. transport 10 lbs. 

• tLS. Citizenship. 



SAQMMAD8D0051 -1&>- 

UNCLASSIFIED 



UNCLASSIFIED 



i 



SECTION C 
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PREFERRED 

• Mininnnn offcur (4) years of experience in an^cecnVwonrnent. 

• Minimum of three (3) years of experience working in an environment involving PC 
hardware and software, including LANs and WANs. 

• Minimum typing speed of 45 WPM. 

• Experience with FAX and e-mail 
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DESCWPtJON/SPECmCATTONSSTATEMENT OF WORK 

Job Title: PASSPORT SUPPORT ASSOCI ATE - LEVEL IYAGENCV) 

FUNCTIONS: Under the direct supervision of the Contract Management Team, 
perfonns-varimis clerical and repetitive manual functions. Operates various office 
equipment and machinery in the preparation, processing, ami mailing of passports and 
passport related documents. Utilizes the current TDIS-PD comjwter operating system to 
include creation of document batches^ document imaging (scanning) and reviewing, 
retrieval of individual application information, data entry, book/card printing, the 
generation of mailing labels, and sorting and affixing postage to seated envelopes. Must 
be able to perform quality checks fbj standard fee reformation on individual applications. 
Ability to follow pre-set pattern for document sequencing. Knowledge of basic filing 
skills to insert and retrieve application packages from file cabinets- May involve 
performing cashieringduties onoccasion. Perform the fqUowing duties: 

MAIL OPEN 

• Verify that all applications are included and fees are correct 

• Prioritize applications by creating appropriate batches for routine and expedited 
applications. 

• Pull and prepare applications for scanning. and pn^cessing. 

• Verify batch count and review passport applications, monies, checks, early 
departures, and postage, 

• Receive, sort, deliver, process and log regular and expedited postal mail. 

• Pack quality checked applications for shipment to permanent file. 

• Determine the "Attn: To'^ mail and distributing it to jiroper location. 

IMAGE CAPTURE ^SCANNING) 

• Operate computer equipment including ImageTrac Scanner. 

» Bectranically image capture (scan) and organize applications. 

« Bectronically tescan questionable photos for passport acceptability: 

IMAGE REVIEW 

• Review photo images for correct alignment 

• Review photo image qualify for passport acceptability. 

DATA ENTlKY 

• Enter information from application into data fields. 
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DESCRIPTION/SPECIFICATI ON S/STATEISIENT OF WORK 

BOOKPWNT/CAHDPRINT . . . 

Maintain control and accountability of all passport books/cards received and returned. 
Review application information for errors. 

Review application information and print pateport books/cards using passport 
printers. 

Remove or reject applieatibns and passport books/cards with errors. 
Review printed passport books/cards for errors and quality. 
Verify individual book/card usage report. 

Prioritize work<i.ei, expedited applications and early departures, regular batches). 
Operate computer equipment, including pa&pbrt printers, and being responsible ibr 
the care of this equipment 
Change of foils/ribbons on book/card printers. 

QUALITY CONTROL 

Check data oil passport using optical character reader. 
Determine acceptability of passport quality. 

Perform dataentry function and use the computer screen to verify correctness of data. 
Print correct passport endorsements and amendments as appropriate. 
Generate address labels, attach to mailing envelopes^ and place seal" 1 envelopes into 
postal trays for muling. 

Operate various computer and office equipment 
SEARCHING 

Retrieve information utilizing TDIS-PDto locate applications. 
Locate applications and afachingihe necessary paperwork for processing. 

FILING 

Collate eorrespondence to applicants. 
Place applications in apraopriate folder. 

MISCELLANEOUS ^ . „ 

Assist in trajriing employees in the essential job funcnomf,.. helping tb tonstanUy 
irrasrovemen^bgpm^s/procedurc. 

Ensure adherence to internal controls by backing out of personal information screens 
and logging off computer terminals when not in use. . 
Secure workstations and all tioevrments at tpe clqse of work shift. 
Perform oilier to«kms. as ^equc^dby^^ge^nentTeiilh. 
Participate and assist within each passport operation as re^ureriby the workload- 
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SECTION C 

DESCiUFtlON/SPEanCATlONS/STATE MENT OF WORK 

Must meet department minimum requirements for production levels, quality, and job 
Hcnowledgeand thereafter consistently rixct or exceed those standards. Must willingly 
adapt to changes in procedures and assignment* Readily adjusts to new situations and 
responsibilities, 

CLEARANCE; MRPt or as specified by the Government 
EDUCATION: A high school diploma or equivalent 
EXPERIENCE: 
REQUIRED: 

• One (1) year of general work experience. 

• Basic personal computer skills 

• Basic understanding of postal regulations, 

• Good hand tq eye coordination. 

• Capable qf doing repetitive tasks such as liftmg> standing, sitting, reaching, twisting, 
scaling envelopes, filing apd reading, 

• Data entry ability. 

• Ability to workin one place and transverse the office on a continuing basis. 

• Ability to transport 30 lbs. 

• U.S. Citizenship. 

PREFERRED: 

• Minimum of two (2) years of experience in an office environment. 

• Minimum of one (1) year of experience working in an envnonment involving PC 
hardware and software, including LANs and WANs. 
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SECTION C 

PESCRlPTION/SPEaFKrATIONSffiTATEMENT OF WORK 



Job Title: PASSPORT SUPPORT ASSOCIATE - LEVEL II (AGENCY1 

FIWCTIONS: Under the direct supervision of the Contrast Management Team, 
performs various clerical and repetitive manual functions. Performs searches as requested 
fbr customer applications and uses troubleshooting skills in connection with information 
given by the TDIS-PD inquiry screens. taraacts easterners by phone fot verification of 
mailing address and/or data information in response to telephone calls qt e-mails that 
have been received through the passport call center. Generates Informational Response 
Letters. (IRLs) for passport applications mat have adjudicated previously by DOS 
Passport Specialists to request additional infernmuon/doeumentation. Also performs 
various processing functions, utilizing office equipment and machinery in the 
preparation, processing, and mailing of passports and passport related documents. 
Utilizes the current TDIS-PD computer operating system to include creation of document 
batches, document imam'ng (scanning) and reviewing, retrieval of individual application 
information, data entry, book/card printing, the generation of mailing labels, and sorting 
and affixing postage to sealed envelopes. Must be able to perform quality checks for 
standard fee information on individual applications. Ability to follow pre-set pattern lor 
documerrt sequencing. Knowledge of basic filing skills to insert and retrieve application 
packages from fijle cabinets, 

CORRESPONDENCE 

• . Contacting applicant for correct information. 

• Preparing Initial Response Letters (IRLs) as directed by adjudication stuff". 

• Knowledge of a PC to create, save and edit current Initial Response Letters (TRL)to 
Clearly convey to fee passport applicant which requirements have not been met for the 
issuance of their passport 

• Generate correspondence using the computer per direction of DOS Passport 
Specialists . 

• Preparing correspondence and application for abandonment. 

• Returning applicants personal documentation. 

• Purging application for mature files. 

• Generating rorrective correspondenee for acceptance agents. 

E-MAIL 

• Requires a familisrity with electronic mail software programs (e.g., Microsoft 
Outlook) in order to retrieve, print, save and delete incoming 4ajly e-mail messages 
from the passport call center and to resolve cases through telephone call of 
correspondence. 

• Knowledge of passport terminology. 

• Utilizing phone to resolve questions with applicants. 
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SECTION C 

DESGRIPTIQN/SPECIFICATIONS/STATEMENT OF WORK 
PHONE SUPPORT 

> Requires knowledge of the laws, rules and regulations pertaining to eligibility for and 
issuance of a VS. passport. 

• Understanding the request for the expedite service. 

• Handling complaint letters and telephone calls. 

MAIL OPEN 

• Verify that all applications are included and fees are correct 

• Prioritize applications by- creating appropriate batches for routine and expedited 
applications. 

• Pull and prepare applications for scanning and processing. 

• Verify batch wunt and review passport applications, monies, checks, early 
departures, and postage. 

• Receive^ sort, deliver,, process and log regular and expedited postal mail. 

• Pack quality checked applications for, shipment to permanent file. 

• Determine the "Attn: To" mail and distributing it to proper location. 

IMAGE CAPTURE (SCANNING) 

• Operate computer equipment including ImageTrac Scanner. 

• Electronically scan applications for image capturing and organize in numerical 
hatching order. 

• Electronically rescan questionable photos for passport acceptability. v 

IMAGE REVIEW 

• Review Dttoto images Ibr correct alignment 

• Review photo image quality far passport acceptability. 

DATA ENTRY 

• Enter infonriation from application into data fields. 

BOOKPRINT/CARDPRJNT 

• Maintain control and accountability ofall passport books/cards received and returned. 

• Review application information for errors. 

• Review application information and print passport books/cards using passport 
printers. 

• Remove or reject applications and passport books/cards with errors. 

• Review printed passport baoks/cwds for errors »nd quality. 

• Verify individual book/eard usage report, 

• Prioritize work (i.e., expedited, applications and early departures along with regular 
batches). 
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SECTION C 

DESCRlPTlON^PEClFICATIONS/StATEMENT OF WORK 

• (Operate computer equipment, ineludingjjassporf printers, and being rt^ponslble for 
thecare of this, equipment. 

Change of fouVrihbOns on book/card printers. 

QUALITY CONTROL 

• Check data on passport using optical character reader. 

• Determine: acceptability of passport quality. 

• Perform data entry function and using the computer screen to verify correctness of 
data. 

• Print correct passport endorsements and amendments as appropn ate . 

0 Generate address labels, attach tomailing envelopes, and place sealed envelopes into 
postal trays for mailing. 

SEARCHING 

o Retrieve information utilizing TDIS-PD to manoaJty search and locate applications 
and documents within the passport process: 

• Ixk^ applications and attae^^ 

FILING 

• Collate correspondence to applicants. 

• Place applications in appropriate folder. 

MISCELLANEOUS 

• Assisting in training employees in the essential job functions. Helping to constantly 
improve the training process/procedure. 

• Ensuring adherence to internal controls to include backing OVt of personal 
infonnation screens and logging off computer tearninali vWien not in use. 

• Securing of workstations and all docmer^sfltmecloseofworksbjft 

• Performing other functions, as requested by Management Team. . 

• Participating and assisting within each passport operation as required by the 
workload. 

■ Operating various computer and office equipment 

Must meet department minimum requirements for production levels, quality, and job 
laiowledge and thereafter consistently meet or exceed those standards. Must willingly 
adapt to. changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: MRPT oras specified by the Government 
EDUCATION: A high school diploma or equivalent. 
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SECTION C 

DESCTtIl^ION/SPECmCA,TIONS/STATElViENT OF WORK 

J 

EXPERIENCE: 
REQUIRED: 

• Two (2) years df general office experience. 

• Basic personal computer skills. 

• Basic understanding of postal regulations. 

• Good band to eye coordination. 

• Capable of doing repetitive tasks such as lifting, standing, sitting reaching, twisting, 
sealing envelopes, filing, and reading, 

• Data entry ability. 

• Ability to work in one place and transverse the office on a continuing basis. 

• Ability to transport 30 lbs. 

• U.S. Citizenship. 

PREFERRED- 

• Minimum of three (3) years of experience in an office environment 
Minimum of two (2) years of experience working in an environment involving PC 

hardware and software, including LANs juid WANs, 
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. SECTION C 

DESCR1PT1GN/SPECIFICATIONS/STATEMENT OF WORK 



Job Title: FILE ASSISTANT SUPERVISOR fHO SUPPORT! 

FUNCTIONS! As a technically skilled member of the contractor staff,, provides daily 
leadership, training, and technical guidance to Team Leaders and up to 10 regular 
contract employees; Ensures compliance with assignments in accordance with 
established production standards. Monitors individual and team performance. 
Supervises team leaders. Handles all personnel administrative issues. Takes appropriate 
action to identifyand resolve offitte equipment issues; Saves ason-stte contractor 
liaison with government management and provides production reports to government 
manager as required. Detailed duties and performance standards commensurate with 
government employee one grade higher than Team Leader. 

Must meet department standard leqwements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceed those standards. Must willingly 
adapt to changes hi procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: Secret or a& specified by the Government 
EDUCATION: A high school diploma or equivalent. 
EXPERIENCE: Equivalent to a GS-9 
REQUIRED: 

> Basic personal computer skills. 

• Minimum of two (2) years experience in an office environment 

• Demonstrated ability to prioritize and organize simultaneous Work flow duties. 

PREFERRED: 

• Minimum of three (3) year experience in Government contract environment. 
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SECTION C 

DESCWTIOTHiSPEaFIC^TIONS/STATEMENT OF WORK 



Job Title: FILE ASSISTANT TEAM LEADER (BO SUPPORT} 

FUNCTIONS: As a technically skilled member of the contractor staff, provides daily 
leadership, training, and technical guidance to up to five contract employees performing 
file assistant duties for DOS. Ensures team compliance on assignments in accordance 
with established production standards, Monitors individual performance of team 
members. Provides production reports to Supervisor and/for government manager as 
required- Assists in team production as warranted. Detailed duties and 
performancaproductrbn standards commensurate with Government employee one grade 
higher than journeyman grade for team members. 

Must meet department standard requirements for production levels, quality, and job. 
knowledge and thereafter consistently meet or exceed those standards. Must willingly 
adapt to changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: Secret or as specified by the Government 
EDUCATION: A high school diploma or eo^iivaknt 
EXPERIENCE: Equivalent to a GS-7 or above; 
REQUIRED: 

■ Basic personal computer skills: 

• Minimum of two (2) years experience in an office environment 

• Demonstrated ability to prioritize and organize shnultaneous work flow duties. 

PREFERRED: 

• Minimum oftwo (2) years.experienGe in Government contract environment 
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SECTION C 

BESCRIPTION/SPEaFlC^nONS/STATEMEOT OF WORK 



Job Title: FILE ASSISTANT (DOCUMENT PREPARATION/SCANNINGS (HQ 
SUPPORT) 

FUNCTIONS: Prepares passport and consular recOrds.for scatmiog according to work 
procedures established by DOS. Receives from 1 6 passport agencies and all overseas 
posts issued passport application, Consular Reports, of Birth (FS-240), Consular Reports 
of Death (FS-180X Consular Reports* abandoned passport applications, and other non- 
passport records for sorting and preparation for scarming pr riling. Prepares passport 
records for scanning or ftling,by manually reviewing each document, removing excess 
staples, paperclips, photographs, Pdst-It Notes, duplicate documents, repairing ripped or 
torn documents and placing small documents on appropriate sized paper to allow for 
scanning or filing. For Consular Reports- of Birth preparation also includes colo>coding 
the (FS-240)to allow for scanning- Separates single page passport requests from 
muhipage, and bundles passport applications in 15 lb., sections for scanning purposes. 
Document repartition exceeds: 6 million passport applications each yew and 306,000 
Consular Reports of Birth (FS-240) throughout the section. Provides production reports 
to Team Leader as required. Detailed duties and perfannHnce/production standards 
commensurate with QS-4 level government employee (current daily satisfactory rate: 3D 
bundles one-sided passport applications; 20 bundles multi-iJage; three boxes consular 
reports of birth). Alternatively, as a member of a two -person team, processes ahd scans 
passport applications and other consular records. Provides production reports to Team 
Leader as required. Detailed duties and perfohiance/produotira 
with GS-4 level government employee (current daily satisfactory rate: 16,000 images). 

Must meet deparrnieiit-standard requirements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceed those standards. Must willingly 
adapt to changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities. 

CLEARANCE: MRPTor as specified .by the Government 
EDUCATION: A high school diploma or equivalent. 
EXPERIENCE: 
REQUIRED: 

• Basic personal computer skills. 

• Minimum of one (1 ) year weperience in an office environment 

• Demonstrated ability to priorititt and organize simultaneous work flow duties. 

PREFERRED: 

• Minimum of one ( 1) year experience in Government contract environment 



SAQMMAQ8D0O5 1 - 171 - 



UNCLASSIFIED 



UNCLASSIFIED 



SECTION C 

DBSqRU»TION/SPEGIFIGATlONS/STATEMENT OF WORK 
Job Title: FILE ASSISTANT (HO SUPPORT) 

FUNCTIONS: May be assigned to getletal clerical support dudes as required 
throughout the Passport Services Records Division. Specific duties and standards by area 
of assignment are as fo llows : 

REFINEMENT/RETRIEyAL 

Sorts, files, and retrieves various documents and records maintained by Passport - 
Services. Receive from 1 6 passport agencies, all overseas posts and all Consular Affaire 
:ofScesnon-ttasspDrt files fisted below for filing in preparation for retirement: 

• Abandoned passport applications 

• Lookouts 

- CorrespondeJace from Research and Liaison and Vital Records 

• Consular Reports of Death 

• ReturneoVfeunded passport books/cards 

• Refunds 

• Repatriations 

• Bad Checks jrcpofts 

• Post Issuance Reports 

Searches for abandoned passport applications for return to agencies, Redlincs all non- 
passport files and alphabetize for drop files, removes excessive staples, photographs, 
paper clips, Post-it NoteSi duplicates documents and repairs ripped or torn documents. 
Verifies that abandoned passport applications are identified and handled as needed. 
When assigned as File Assistant, Retrieval, receives in excess of 20*000 file Tequestsfot 
passport. Records issued from 1978 to 1999 can be retrieved from microfilm cartridges 
and foxed or e-mailed to users. Records issued after 1999 to present can be retrieved 
from PRISM, ifthe user is unable to view the image. Passport applications issued prior 
to 1978 require manual searches from WNRC. Searches for LCHDKOCJTS that are not in 
PLOTS, coordinates emergency searches for OCS, DS and 0JG (after-hours also) and 
search for passport records on master index. Provides production reports to Team Leader 
as required. Detailed duties and performance/prodiiction standards commensurate with 
GS-6 level government employee, (current daily satisfactory rate: Sort three boxes; file 
two boxes; process 50 retrieval requests). 

QUALITY ASSURANCE 

Using gov ernment provided equipment (computers and Scanners), reviews scanned 
records, including multiple document records in the Multiple: Document Quality 
Assurance Section, for image quality assurance and data accuracy; makes 
adjustments/cairections/re-scans as necessary. Provides production reports ft* Team 
Leader as. required. Detailed duties and performance/production standards commensurate 
with GS-6 level government employee (current dairy satisfactory rate: 4000 images). 
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SECTION C 

DESGtolnrO^/SPECIFICATIONS^TATEMENT OF WORK 
CLERICAL 

Opens and processes incoming mail, enters' and updates records in computer case 
Hacking database, prepares pre-packaged informational responses, prepares mailings, 
answers general information telephone calls, greets visitors, handles general office filing 
needs. Provides production reports to Team Leader as required. Detailed duties and 
performance/production standards commensurate with OSS level government employee 
(current daily satisfactory rate: open 50 pieces of mail; answer 1 5-20 calls; prepare 160 
mail outs). 

DATA ENTRY 

With great attention to detail and a high degree of accuracy performs data entry functions 
in connection with the Vital Records Reporting System (VRRS) or other databases as 
assigned Provides production reports to Team Leader as required. Detailed duties and 
perfbnnence/produerion requirements standards .commensurate with GS-6 level 
government employee (current dairy satisfactory rale: 450 records) (limited data entry), 
SO records (correction/modifi cali on/fu U data entry). 

Must meet department standard requirements for production levels, quality, and job 
knowledge and thereafter consistently meet or exceeds those standards. Must willingly 
adapt to changes in procedures and assignments. Readily adjusts to new situations and 
responsibilities: 

4 

CLEARANCE; MRFT or as specified by the Government 
EDUCATION: A Hgh school diploma or equivalent. 
EXPERIENCE: Equivalent to a OS-6 
REQUIRED: 

« Basic personal computers skills. 

• Minimum of one (1 ) year experience in an office environment. 

• Demonstratfid ability to priorihze and organise simultaneous work flowduties. 

PREFERRED: 

» Minimum of two (2) years experience in . Government contract environment. 
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